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*Staff should review all parked tasks the first thing each morning to ascertain if any may be completed.

1.0 State Policy Request

Step State Policy Request

1 The SEM will receive an email from an SEC who has completed the “Policy Interpretation
Reguest/Response” form.

2. The SEM will review the attached document and answer the policy question, if possible. If a
response can be made the SEM will modify the attached document with their response, save
the attachment and Forward it back viaemail to the requesting SEC.

3. If the SEM is unable to respond directly they should, modify the “Policy Interpretation
Request/Response” form, by adding their name in front of the SEC’s name in the Request
Submitted By field and compl eting the Date Submitted field on the form; and assure that the
policy question is clear and concise.

POLICY INTERPRETATION REQUEST/RESPONSE

Request Submitted By: [N

Requestor's Location:

Date Submitted:

4, The SEM will attach the modified document to the Application or Case.

(HYPERLINK TO) CREATING AN ATTACHMENT FROM THE FILE SERVER
WORK INSTRUCTIONS
Section 3.11.4.12, Steps 1-12

5. Create “State Policy Request” Task and send to FSSA State Policy queue.

(HYPERLINK TO) CREATE A TASK WORK INSTRUCTIONS
Volume 7 Common Processes — Section 3.11.1.2

6. Document in CLRC that a policy question was forwarded to the FSSA State Policy queue.




2.0 State Policy Response

Step

State Policy Response

1

From the User Home Page, under the My Tasks cluster, view the Task Subject and click on the
Task ID.

My Tasks

Task gﬁl:gtprlmar Task Name Status Priority Due Date
9000093075 APPLY MO 1026 - State Policy Response Reserved High 3,;:!.;,;2008

The WFMS will navigate to the Task Home.

View the Primary Action and Task Instructions on the Task Home page.

2l FSSA - WEMS Task Homs icrosoft Internet Explorer

File Edt VYiew Favorites Tools Hep

Qo - © ] @) G Powr Soreone @ 253 - I B

Address | ] https://5990atspD1.ism.local:11213/HCSSApplicationjen_LIS{TaskManagement_taskHomePage. do?taskID=90000990758_o3rpu=F554_User_homeFage.do v Edco ks ”

mily and S -y
Ad

Task Home Help |

Close Task Eorward Task Un-Park
Park Task Un-Reserve

Subject

1026 - State Policy Response

Task ID: 9000099075 Status: Reserved

Priority: High Deadline: 3/17/2008 19:02 =
Reserved By: Last Assigned: 3/14/2008 19:03
Time Warked: 00:00 Park Deadline:

Primary Action Supporting Information

Case Home Page

Task Instructions

Review the response from State Policy. Send policy clarification to ACS staff or State SEC to complete case
processing.

& B @ Trusted sites




Step

State Policy Response

Click on Application or Case Home Page link under Supporting Information.

The WFMS will navigate to the Application or Case Home Page to display the ICES case
number.

From the Application or Case Home Page, click Documents from the Left Navigation.

7 FSSA - WFMS Documents: SAHANA SMITH - 3000371983 - Microsoft Internet Explorer provided by F554 - State of Indiana _|&] x|

Fle Edt Yiew Favorites Tooks Help | I
L P ElAle T ™

Q- ) - %] [B] ] DOserch Fgrmones €8 (2- 2 - | W B

Address [&] h iem local:11213jHC 5 Application/en_US/EMStandardC sseDocument_istindexedDocument sPage da?caseID=30003719838 _o3rpu=EMstandard_home |

Documents: SAHANA SMITH - 3000371983 Heip |

((Search Non-Indexed Documents | [[Attach Document | [ Delink & Search Case | [Delink & Search Person | [ Delink_|

O Members To View additional document detail or Edit the document detail, click on the View or Edit link,

To Delink documents fram this list and Attach the documents to another case or persan, check the appropriate box
(es); then select the Delink & Search Case or Delink & Search Person hutton,

To Delink the documents only, select Delink.

MNote: To select All documents in this list, check the top box (next to Action).

Document 5 e Related Case
Locument Type B Lhient keceipt Date
Actian Document Type S Client Beceipt Date  Status D
view |Edit i:s;t:;% %m w 10/3/2007  Received 3000371983
Policy
[ view|Edit EEL’;‘; Suppert  ierpretation gmﬂ”‘ 10/9/2007 Received 3000371983
g Bequest I
Qlaske Application and  Report OF SAHAMNA
O Wiew |Edit Redetermination Change W 10/8/2007 Received 3000371983
Forms English i

((Search Non-Indexed Documents ] [(Attach Document | [Delink & Search Case ] [ Delink & Search Person | [ Delink_|

recent items

|
[&] pone [T T [5 [ mternet
i start| (1) 18M Rational Portfolio Ms... | [ 7 FssA - WFMS Docume... 8] work Instructions - SEC ... | &7 F554 - wFMs Fssa Supe... | T A M@ si9em

From the Documents page click view to see the document’ s details (or click on
document hyperlink to the Policy Response form).




Step

State Policy Response

a FSSA - WFMS Yiew Attachment Details APPLY NOW - 2000095808 - Microsoft Internet Explorer provided by FSSA - State of Indiana
Fle Edt Wew Favortes Tooks Help | o

Q- O 5 @ (] e Syrene @[3 2w - A BB

Addrass [{€] hitps:jis990ataph1 fem local:11213/HCSSApplicationfen_UIS/EMStandardCaseDocument_viewdttathmentPage dofcancemRnlsID=a00256254 PacommunicationD=000z72:7 | [E @0 | Lrks

¥iew Attachment Details APPLY NOW - 2000095808 Heip |

Document Type; Eligibility Support Documents

= Boramant Name! Interactive SEC Intervisw
{ * Guide
. APPLY NOW . INTERACTIVE SEC
Client/Case Name: Attachment Name: INTERVIEW GUIDE. doc
Delivery Method: | attached File Date;
Language: English Status: Received
Attachment Comments

Comments:

[ _Edit ) [Delink & Search Case ) [ Delink & Search Person | [ Delink | [ Close )

|
&} pone T & e memet
i start| (31) 18M Rational Portfolia Ma. . || ] FSSA - WFMS View Att... ] work Instructions - SEC ... O3 % 333 M@ o:16PM

Within the View Document Details screen click the document name hyperlink to view Policy’s
response and the name of the SEC which initiated the original question.

POLICY INTERPRETATION REQUEST/RESPONSE

Request Submitted Bv: [N

Requestor's Location: | |

Date Submitted: [ |

After viewing the document click on Close. The WFMS will navigate back to the Documents
Page.

Click on Tasks in the Left Navigation.




Step

State Policy Response

O Home

O aApplications

O Documents

O Members

O Addresses

O Phone Numbers

O Pending Yerification
Checklist

O Data Collection
Checklist

O Second Party Review

Checklist
O Change Checklist

O Solicited Documents
Requests

QO Correspondence

O Notes

O Asset/Trust Review
O Benefit Recovery

O Tasks

The WFM S will navigate to the Tasks Home Page.

8. Click on Forward Task on Task Home page. Forward the task to the SEC who initiated the
question.
Close Task Un-FPark
Park Task Un-Reserve
1026 - State Policy Response
WFMS will navigate to the Forward Task page.

9. On the Forward Task page, the Assign To drop down will appear allowing a search for the

SEC's contact information.

(HYPERLINK TO) FORWARD TASK WORK INSTRUCTIONS
Volume 7 Common Processes — Section 3.11.1.8.

Fassign To:

[




3.0 (Alert 410) TANF AUX OR REG BEN APPR TODAY
Generated when BICS is completed and an SEC has already approved a TANF auxiliary for the

AG that day. If the second AUX request was created by FSSA, ACS will forward this task to the
SEM queue.

Step (Alert 410) TANF AUX OR REG BEN APPR TODAY
1. From the User Home Page, under the My Tasks cluster, view the Task Subject and click on the
Task ID.

FS5A User Home

Process Reguest for Services Case
Apply Mow Person
Create Application Case Document
Create User Defined Task Task
Change Passwiord User

Workflow
Get Mext Task

=
=
=
=1}
n
=
in

Case Primary

=
o
i
7=

Chent Task Mame Status Briarity Due Date
The WFMS will navigate to the Task Home.
2. View the Primary Action and Task Instructions on the Task Home page.

Primary Action

Task Instructions

Task Instructions: Review the case notes regarding the first and second AUX requests.
Investigate why the second AUX request was made. Determine if the second AUX is
appropriate. If so, approve. If not, cancel the request.

3. Click on Case Home Page link under Supporting Information.

Supporting Information

Case Home Page

The WFMS will navigate to the Case Home Page to display the ICES case number.

4, Go to ICES and review CLRC.




Step

(Alert 410) TANF AUX OR REG BEN APPR TODAY

5. Investigate the accuracy of the second auxiliary request. Approve or cancel the request on
BIOR. Document in CLRC if the second auxiliary request was approved or canceled, and why.
If the auxiliary is canceled, the manual notice must be canceled, aso, if possible. If the request
isincorrect, return the case to ACS for notification.

6. Returning casesto ACS
» Document thereason in CLRC
» From the Case Home page click Tasks from the Left Navigation
» Click Create Task. The WFM S will navigate to the Select Task Type Page.
Using the drop down under the Task Details cluster, select Returned by State as the Task Type.
Click Save. The WFM S will create the task and navigate back to the Tasks Page.

7. Click Home in the upper right corner.
The WFMS will navigate to the User Home Page.

8. Click on the Task ID for the (Alert 410) TANF AUX OR REG BEN APPR TODAY task.
The WFM S will navigate to the Task Home.

9. Click on Close Task on Task Home page.

2l FSSA - WFMS Task Home - Microsoft Internet Explorer,

Fle Edt Yiew Favorkes Tooks Hep

Qe - @ @ :b psﬁrch *Favurites & B' \; - 8

] hitps:}/s990akap01 ism.local: 1 1213/HCSSApplicationfen_US{TaskManagement _taskHomeFage. do7taskID=90000950768_o3rpu=EMStandard_istTaskPags.do%3FcaselD ¥ Go | Links 2

= ° 7]
VS =

Task Home Help |

Close Task Eorward Task Un-Park

Park Task Un-Reserve

Subject

Issue for SEM

Task ID: 9000099076 Status: Reserved
Priority:  Medium Deadline: 3/16/2008 00:00
Reserved By: Deborah Crosby Last Assigned: 3/14/2008 20:26
Time Warked: 00:00 Park Deadline:
Primary Action Supporting Information

Case Home Page
Barticipant Home Page

Task Instructions

Include issue or instructions hers.

&] Done B @ Trusted sites




Step

(Alert 410) TANF AUX OR REG BEN APPR TODAY




4.0 (Alert 567) BENEFIT AMT > $1500 CASH MAX

Step

(Alert 567) BENEFIT AMT > $1500 CASH MAX

1

From the User Home Page, under the My Tasks cluster, view the Task Subject and click on the
Task ID.

My Tasks
Case Primary
Task gﬁl‘:stprlmar Task Mame Status Priority Due Date
Alert Mumber: 567, BEMEFIT AMT > $£1500 s 8/7/2008
9000099328 APPLY MOW CASH MAS, ADCROL Reserved High 50:38

The WFMS will navigate to the Task Home.

10



Step (Alert 567) BENEFIT AMT > $1500 CASH MAX
2. View the Primary Action and Task Instructions on the Task Home page.
7 FSSA - WFMS Task Home - Microsoft Internet Explorer [BEE
Fle Edt Wiew Favortes Tooks Help a
@ Back \j B @ .ih /D S *Favunles & D:j- K} - l_;] 3
Adcress | &] hittpss//s390akapd1.iem.local: 1 121 3/HCSSApplicationfen_LIS{TaskManagement _taskHomePage. doztaskiD=0000093323 o By ks ?
\i é‘\. e 3 ﬁx At |
[navigation ) Task Home (isip )
: :
Close Task Eorward Task Un-Park
Park Task Un-Reserve
slert Number: 567, BENEFIT AMT > $1500 CASH MaX, ADCROL
pecaits |
Task ID; 9000099328 Status; Reserved
Priority: High Deadline: 8/7/2008 20:38
Reserved By: Last Assigned: 3/15/2008 08:05
Time Worked: 00:00 Park Deadline:
Case Home Page
& TANF authorization request has been made that totals in excess of §1500.00. Review the action and if appropriate
request AUxXs under £1500.00 on separate days totaling the full benefits requested.
&) Dane S @ Trusted sites =
Task Instructions: Generated when the authorized cash benefit exceeds $1500 and no benefit
was generated.
3. Click on Case Home Page link under Supporting Information.
Supporting Information
The WFM S will navigate to the Case Home Page to display the ICES case number.
4. Go to ICES and review CLRC.
5. If the auxiliary request was correct, send a user defined task to ACS Coaches queue notifying

them that the request was valid but auxiliary requests must be made for amounts under
$1500.00 in separate daily pull downs and that the originally requested/authorized auxiliary did
not generate any benefits to the recipient.

If the request is incorrect, send a user defined task to ACS Coaches queue notifying them that
therequest isinvalid and that the originally requested/authorized auxiliary did not generate any
benefits to the recipient. The manual notice must be canceled, if possible.

(Insert Hyperlink to Create User-Defined Tasks in Volume 7, Section 3.11.1.3.)

11



Step

(Alert 567) BENEFIT AMT > $1500 CASH MAX

Click Home in the upper right corner.

The WFMS will navigate to the User Home Page.

Click on the Task ID for the (Alert 567) BENEFIT AMT > $1500 CASH MAX task.

The WFMS will navigate to the Task Home.

Click on Close Task on Task Home page.

2l FSSA - WEMS Task Home - Microsoft Internet Explorer

File  Edt Yiew Favorices

Tools

Help

Qo - © ] @) G Powr Soreone @ 253 - I B

O Task Assignment List
O Graphical ¥iew

&] Done

Address | ] https://5990atapl1.ism.local: 1 121 3/HCSSApplicationjen_LIS{TaskManagsment_taskHomePage. do?taskID=9000099328

Task Home

Options

Close Task Eorward Task Un-Park
Park Task Un-Reserve

Subject
Alert Mumber: 567, BENEFIT AMT = $1500 CASH MAX, ADCRO1

v By e | Lrks

Help |

Task ID: 9000099328 Status: Reserved

Priority: High Deadline: 8/7/2008 20:38
Reserved By: Last Assigned: 3/15/2008 08:05
Time Warked: 00:00 Park Deadline:

Primary Action Supporting Information

Case Home Page

Task Instructions

& TANF authorization request has been made that totals in excess of $1500.00. Review the action and if appropriate

request AUXs under $1500.00 on separate days totaling the full benefits requested.

»

B @ Trusted sites
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5.0 (Alert 569) BENEFIT AMT > $1500 FSMAX

Step

(Alert 569) BENEFIT AMT > $1500 FSMAX

1

From the User Home Page, under the My Tasks cluster, view the Task Subject and click on the
Task ID.

My Tasks
Y i
Task gﬁéstpr\mar Task Name Status Briority Due Date
OME Alert Number: 569, BEWEFIT AMT > $1500 . 3/20/2008
2000035118 oinson FS Max. FS 01 R gty 21:41

The WFMS will navigate to the Task Home.

13



Step

(Alert 569) BENEFIT AMT > $1500 FSMAX

View the Primary Action and Task Instructions on the Task Home page.

7} FS5A - WFMS Task Home - Micrasoft Internet Explorer provided by F55A - State of Indiana _(&x]|
Fle Edt Wew Favorltes Took Help | &

@k - ) - BB :b|):_)saarch /' Favories -@‘ 63 ;‘: - €3

Address [i€] hitps:iis990ataph1 jem local:11213/HCSSApplicationfen_US{TaskManagemenk_taskHomePage doftaskID=0000U5119%,_o3rpu=FS54_Supervisor_homePage.do B |k »

Task Home Help |
Close Task Eorward Task Un-Park
Bark Task Un-Reserve
Subject
alert Number: 569, BENEFIT aMT > $1500 FS Max, FS 01
Task 1ID: 9000035113 Status) Reserved
Priority: High Deadline; 3/20/2008 21:41
Reserved By: Last Assigned: 10/23/2007 10:31
Time ¥orked: 00:00 Park Deadline;

Primary Action Supporting Information

Case Home Page

Task Instructions
A FS authorization request has been made that totals in excess of $1500.00. Review the action and if appropriate
request AUXs under $1500.00 on separate days totaling the full benefits requested.

|
[&] pone I
i/ start| & F356 - WFMS Manage W.., | & FS5A - WEMS F554 User... | £ FSSA - WFMS Task Ho... S =M@ s34pm

Task Instructions: A FS authorization request has been made that totals in excess of $1500.00.
Review the action and if appropriate request AUXs under $1500.00 on separate days totaling
the full benefits requested.

Click on Case Home Page link under Supporting Information.

Supporting Information

The WFM S will navigate to the Case Home Page to display the ICES case number.

Go to ICES and review CLRC.

If the auxiliary request was correct, send auser defined task to ACS Coaches queue notifying
them that the request was valid but auxiliary requests must be made for amounts under
$1500.00 in separate daily pull downs and that the originally requested/authorized auxiliary did
not generate any benefits to the recipient.

If the request isincorrect, send auser defined task to ACS Coaches queue notifying them that
therequest isinvalid and that the originally requested/authorized auxiliary did not generate any
benefits to the recipient. The manual notice must be canceled, if possible.

14



Step

(Alert 569) BENEFIT AMT > $1500 FSMAX

(Insert Hyperlink to Create User-Defined Tasks in Volume 7, Section 3.11.1.3.)

Click Home in the upper right corner.

The WFMS will navigate to the User Home Page.

Click on the Task ID for the BENEFIT AMT > $1500 FSMAX task.
The WFMS will navigate to the Task Home.

Click on Close Task on Task Home page.

7} FS5A - WFMS Task Home - Micrasoft Internet Explorer provided by F55A - State of Indiana _[&x]

Fle Edk Wew Favortes Tools  Help | o
= = n —

O 0 N @ B P gerne @0 n - JE BB

Addess [] hitps:/5990atapd1 em. local:1 121 /HC5Agplcation/en_US{TaskManagemert_taskHomePage . dotaskID=30000351 19% _o3rpu=F55#_Supervisor_homePage do = Beo |unks

& =, O Hame =
Task Home Help |
—
Close Task Eorward Task Un-Park
Bark Task Un-Reserve

Subject

alert Number: 569, BENEFIT aMT > $1500 FS Max, FS 01

ERESNEILNITE = Task ID: 9000035119 Status: Reserved
= Priority: High Deadline: 3/20/2008 21:41
Reserved By: Last Assigned: 10/23/2007 10:31
Time Warked: 00:00 Park Deadline;

Primary Action Supporting Information

Case Home Page

Task Instructions

A FS authorization request has been made that totals in excess of $1500.00. Review the action and if appropriate
request AUXs under $1500.00 on separate days totaling the full benefits requested.

|
[&] pone I
i/ start| & F356 - WFMS Manage W.., | & FS5A - WEMS F554 User... | £ FSSA - WFMS Task Ho... S =M@ s34pm
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6.0 Quality Control (QC) Error Referrals

Error Referralswill be electronically sent to the State's SEMs and Regional Managers. A
response will be due back to QC within ten days. If the tenth day lands on aHoliday or
weekend, it is due the first working day after the Holiday/weekend.

QC Error Referrals

There is asection on the error referral for the SEM to concur or non-concur. Please fill
out this section, sign, date, and return electronically.

When an SEM receives and concurs with the original error referral or QC upholds that
an error still exists after a non-concurrence is made, or additional information is
received, the SEM will review the attached document in the email

. Remember to document in CLRC the actionstaken, if CLRC is data enterable.

The SEM will attach the error referral/additional information to the application/case.

(HYPERLINK TO) CREATING AN ATTACHMENT FROM THE FILE SERVER
WORK INSTRUCTIONS
Section 3.11.4.12, Steps 1-12

The SEM will create a user defined work task to the Coaches queue. A two business
day deadline will be assigned to the task.

(HYPERLINK TO) CREATE A USER-DEFINED TASK WORK INSTRUCTIONS | - {Comment: Outstanding issue.

Volume 7 Common Processes — Section 3.11.1.3.
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7.0 FSSA Communications Queue Tasks
The SEMswill receive user defined tasks via the Communication Queue.

Step

USER DEFINED Task’s Text Determined By User

1

From the User Home Page, under the My Tasks cluster, view the Task Subject and click on the
Task ID.

=
-
i
=]
wn
_
in

Case Prirnary
Client

—

ask Task Narne Status Eriority Due Date

3/16/2008

9000099076 APPLY MO  Issue for SEM Reserved Medium o0:ao

The WFMS will navigate to the Task Home.

View the Primary Action and Task Instructions on the Task Home page.

Primary Action

Task Instructions

Task Instructions: (Comments entered by individual creating the task)

Click on Application or Case Home Page link under Supporting Information.

Supporting Information
Case Home Page

The WFMS will navigate to the Application or Case Home Page to display the ICES case
number.

Address the issue noted in the task.

Click Home in the upper right corner.

The WFMS will navigate to the User Home Page.

Click on the Task ID for the User defined task.

17



Step

USER DEFINED Task’s Text Determined By User

) FSSA - WFMS Task Home - Microsoft Internet Explorer.

File Edit Yiew Favorites Tools Help 7]
- ) inR s [T
Q- © H @G| O frroo= @ 2-% @ - M B
Address | ] https://s390atap01.iem. local: 1 121 3/HCSSApplicationjen_UIS{TaskManagement_taskHomePage. do7taskiD=3000039078._o3rpu=EMtandard_listTaskPage dos3FcaselD v | [E G0 Lioks
[ ]
- ¥
Task Home Help
Task Assignment List Close Task Eorward Task Un-Park

O Graphical ¥ Park Task Un-Reserve

Subject

Issue for SEM

Task ID; 9000099076 Status: Reserved
Priority:  Medium Deadline: 3/16/2008 00:00 E
Reserved By: Dehorah Crosby Last Assigned: 3/14/2008 20:26
Time Worked: 00:00 Rark Deadline:
Primary Action Supporting Informati
Case Home Page
Participant Home Page
Task Instructions
Include issue or instructions here,
ol
S @ Trusted sites

The WFM S will navigate to the Task Home.

Click on Close Task on Task Home page.

18




80R

onse to Complainant Required

Step

Response to Complainant Required

From the User Home Page, under the My Tasks cluster, view the Task Subject and click on the
Task ID.

My Tasks

Case Primary
Task Case Primar:

Elient Task Narme Status Priority Due Date

3/17/2008

9000099077 APPLY MNOW Response to Complainant Reguired Reserved Medium o000

The WFM S will navigate to the Task Home.

View the Primary Action and Task Instructions on the Task Home page.

Primary Action

Task Instructions

Task Instructions: A response to an applicant or recipient complaint is required.

Click on Application or Case Home Page link under Supporting Information.

Supporting Information

Case Home Page

The WFM S will navigate to the Application or Case Home Page to display the ICES case
number.

Address the issue noted in the task.

Click Home in the upper right corner.

19



Step

Response to Complainant Required

The WFM S will navigate to the User Home

Page.

Click on the Task ID for the Response to Complainant Requir ed task.

The WFM S will navigate to the Task Home.

Click on Close Task on Task Home page.

<} FSSA - WFMS Task Home - Microsoft Internet Explorer

File Edt Yiew Favorites Tools [l

Qs - © 1 @ G Lo e @ 3% ®- I B

Task Home

Options

Close Task

Park Task

Subject

Response to Complainant Required

Task ID; 9000099077
Priority: Medium
Reserved By:
Time Worked: 00:00

Task Instructions

Forward Task
Un-Reserve

Address a https:/]s990akapd 1 iem.local:11213/HCS5SApplicationjen_USiTaskManagement_kaskHomePage. do?taskID=2000099077&__o3rpu=F354_Supervisor_homePage. do

Un-Park

Status; Reserved
Deadline: 3/17/2008 00:00
Last éssigned: 3/15/2008 08:54
Rark Deadline:

Primary Action Supporting Information

Case Home Page
Participant Home Page

v B e ks

Help |

S @ Trusted sites
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9.0 Client Scheduling — Local Office
SEMs are responsible to assure that adequate staffing and appointment times are available.

Step Client Scheduling — L ocal Office
1. SEM will create a Standard Day format specific to each Local Office location.
2. SEM will set up atypical office schedule for a specific office location via screen

CSOSD. This schedule is built for each day of aweek and includes time allocation,
interview method, interview type, and the number of appointments that can be
scheduled for each specific time slot. The standard weekday appointment allocations
entered on this screen are used by a nightly batch process that will apply the daily
models to the offices’ daily schedule used for scheduling client appointments.

CSOSD CLIENT SCHEDULING 02/05/07 14:20
STANDARD DAY MAINTENANCE DNTO026 D SYST/MANN

SITE CODE: 03000 DAY: MONDAY INTERVIEW - METHOD: _TYPE: __

DEL ---TIME--- -INTERVIEW- NUMBER DEL ---TIME--- -INTERVIEW- NUMBER
(*) BEGIN END METH TYPE APTS (*) BEGIN END METH TYPE APTS

_ 800 900 O 0L 4 _ 800 900 O 03 4

_ 900 1000 01 3 _ 9001000 O 03 3
_ 1000 1100 01 3  _ 1000 1100 10 3
_ 1300 1400 01 3  _ 1300 1400 1 3
_ 1400 1500 01 3  _ 1400 1500 02 3
_ 1500 1600 03 2 _ 1400 1500 50

_ 1500 1600 11 _ 1600 1700 04

NEXT TRAN:

21




SEM may review the pre-popul ated schedule on screen CSOUM for each day by office
location. The screen will display the calendar day, appointment time, interview
method, interview type, number of interviews allowed, and number of interviews
already scheduled.

CSOUM CLIENT SCHEDULING 10/25/06 12:48
OFFICE DAILY SCHEDULE $49001 D SY ST/MANN

SITE CODE: 03000 DATE: 10/22/07 INTERVIEW - METHOD: _TYPE: __

DEL ---TIME--- -INT- APPOINTMENTS  DEL ---TIME--- -INT- APPOINTMENTS
(*) BEG END M TP ALLOW SCHD (*) BEG END M TP ALLOW SCHD
800 900 O 01 04 02 _ 800 900 O 03 02
900 1000 O 03 02 02 _ 900 1000 O 01 04
900 1000 O 03 02 01 1000 1100 O 10 02 01
1000 1100 O 01 03 02 _ 1000 1100 O 03 02
_ 1100 1200 O 03 02 1100 1200 © 01 03 02
_ 1100 1200 O 03 02 _ 1200 1300 O 03 02
1300 1400 O 03 02 02 _ 1300 1400 O 01 03
_ 1300 1400 O 10 03 _ 1300 1400 O 10 02
_ 1400 1500 O 11 O3 _ 1400 1500 O 01 03
1400 1500 O 10 02 01 _ 1400 1500 O 10 03
_ 1400 1500 O 03 02 _ 1500 1600 O 01 03
_ 1500 1600 O 01 03 _ 1500 1600 O 10 02
_ 1500 1600 O 03 02 _ 1600 1700 O 11 03

NEXT TRAN:
048 - NO MORE DATA AVAILABLE
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10.0 Phone Interview I ncomplete Queue Monitoring

Step Phone I nterview I ncomplete Queue Monitoring
1. SEMs (Service Center) will continually monitor the “Phone I nterview | ncomplete” queue to
assure sufficient steff is assigned to complete the number tasks in the queue.
2. SEMs will assure that SECs are making a minimum of two returned call back attempts, no less

than 10 minutes apart, and that adequate documentation is entered into CLRC detailing the
date, time, and telephone number called for all attempts.

23



